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Reviewer A:
Recommendation: Accept Submission

The TITLE is clear and it is adequate to the content of the article.

The title of the paper is well structured and contextualised.

The ABSTRACT clearly presents objects, methods, and results.

The Abstract: Condense to reduce repetition and sharpen the focus on key findings and
recommendations.

There are a few grammatical errors and spelling mistakes in this article.

The author needs to edit some grammatical errors and spellings.

The study METHODS are explained clearly.

Methodology: Clarify the sampling rationale, elaborate briefly on the questionnaire’s structure,
and specify the inclusion/exclusion of pilot test participants in the main sample.

The body of the paper is clear and does not contain errors.

The paper is well structured and clear.

The CONCLUSION or summary is accurate and supported by the content.
Conclusion: End with a succinct summary statement highlighting the study’s overall
contribution.

The list of REFERENCES is comprehensive and appropriate.

References: Review for consistency, completeness, and formatting. Ensure all cited works are
included and listed alphabetically.

Please rate the TITLE of this paper.

[Poor] 1-5 [Excellent]

4

Please rate the ABSTRACT of this paper.
[Poor] 1-5 [Excellent]
4

Please rate the LANGUAGE of this paper.
[Poor] 1-5 [Excellent]
4

Please rate the METHODS of this paper.
[Poor] 1-5 [Excellent]
4

Please rate the BODY of this paper.
[Poor] 1-5 [Excellent]
4

Please rate the CONCLUSION of this paper.



[Poor] 1-5 [Excellent]
3

Please rate the REFERENCES of this paper.
[Poor] 1-5 [Excellent]
5

Overall Recommendation!!!
Accepted, minor revision needed

Comments and Suggestions to the Author(s):
The manuscript is generally well-written and easy to understand. Only minor grammatical and
formatting edits are needed.

Reviewer B:
Recommendation: Revisions Required

The TITLE is clear and it is adequate to the content of the article.

Yes itis

The ABSTRACT clearly presents objects, methods, and results.

Yes itis

There are a few grammatical errors and spelling mistakes in this article.

The article is not free of grammatical errors and spelling/formatting mistakes.

While the overall narrative is understandable, the manuscript requires a thorough round of
professional copy-editing and proofreading to correct several noticeable issues.

The study METHODS are explained clearly.

Yes they are

The body of the paper is clear and does not contain errors.

The results are clearly reported. Nonetheless, the discussion contains in my view a minor issue in
magnitude interpretation. Indeed, both the abstract and discussion describe the effect as "strong".
However, the reported values for Leadership, Stakeholder Engagement, and Communication,
although significant, are very small. Therefore, in my opinion, while significant, these are
generally indicative of a small practical effect. To the contrary, the Planning strategy is the only
variable with a moderately large effect. The discussion should be modified to accurately reflect
that while all four variables significantly influence service delivery, the magnitude of the effect
is small for three of the four strategies.

The CONCLUSION or summary is accurate and supported by the content.

Yes it is

The list of REFERENCES is comprehensive and appropriate.

Yes it is

Please rate the TITLE of this paper.




[Poor] 1-5 [Excellent]
5

Please rate the ABSTRACT of this paper.
[Poor] 1-5 [Excellent]
5

Please rate the LANGUAGE of this paper.
[Poor] 1-5 [Excellent]
2

Please rate the METHODS of this paper.
[Poor] 1-5 [Excellent]
4

Please rate the BODY of this paper.
[Poor] 1-5 [Excellent]
3

Please rate the CONCLUSION of this paper.
[Poor] 1-5 [Excellent]
4

Please rate the REFERENCES of this paper.
[Poor] 1-5 [Excellent]
4

Overall Recommendation!!!
Accepted, minor revision needed

Comments and Suggestions to the Author(s):

The manuscript addresses a relevant and important topic: the relationship between change
management strategies and service delivery within a specific context (Commercial Banks in
Nairobi City County, Kenya).

The paper is well-structured, the methodology is sound, and the results are clearly presented.
However, the paper requires minor revisions before being suitable for publication, primarily
concerning copy-editing and the careful interpretation of statistical results.

Reviewer C:
Recommendation: Revisions Required




The TITLE is clear and it is adequate to the content of the article.

The title is clear and it is adequate to the content of the article.

The ABSTRACT clearly presents objects, methods, and results.

The abstract clearly presents objects, methods, and results.

There are a few grammatical errors and spelling mistakes in this article.

There are a few grammatical errors and spelling mistakes in this article.

On 6th page Behavioral, behavior, and on 7tj page behavior, behaviors and on 8th page twice
behaviour. The authers should decide use american or brittish english version of this word.
The study METHODS are explained clearly.

The study METHODS are explained clearly.

From first till fifth tables I missed the relative standard deviation, and if the list of statements
were evaluated by 5 stages of Likert scale question type, the authers should give the meaning of
land 5

The body of the paper is clear and does not contain errors.

The body of the paper is clear and does not contain errors.

The CONCLUSION or summary is accurate and supported by the content.

The conclusion or summary is accurate and supported by the content.

The list of REFERENCES is comprehensive and appropriate.

The list of references is NOT comprehensive and appropriate.

The following references sources quoted from the text are missing

1. Al-Jaradat, O., Nagresh, M., Al-Shegran, A., & Jadellah, N. (2023). Impact of change
management on the performance of employees in university libraries in Jordan. European
Journal of Business and Management, 5(2), 169—178.

2. Alshurideh, M. (2022). Does electronic customer relationship management (E-CRM) affect
service quality at private hospitals in Jordan? Uncertain Supply Chain Management, 10(2), 325-
332.

3. Asamu, F. F. (2021). The impact of communication on workers performance in selected
organizations in Lagos State, Nigeria. IOSR Journal of Humanities and Social Science, 19(8),
75-82.

4. Astley, W., & Van de Ven, A. (1983). Central perspectives and debates in organization theory.
Administrative Science, 28(2), 245-273

5. Atieno M. (2020). Effect of Strategic Change Management on the service delivery of Airtel
Kenya Limited. Kenyatta University, Nairobi. Retrieved from http://irlibrary.
ku.ac.ke/handle/123456789/9889

6. Bernhard, Y. M. (1991). Theory and practice of the Satir system. Journal of Couples Therapy,
2(1-2), 21-25.

7. Bold, J. (2022). Leading organizational change. Career Development International, 6(2), p.
111-118.

8. Chi, L. (2017). Satir theory and sculpting in social work education: helping people to help
themselves. Satir International Journal, 5(1), 61-66.

9. Child, J. (1997). Strategic choice in the analysis of action, structure, organizations and
environment: Retrospect and prospect. Organization studies, 18(1), 43-76.

10. Cohen, L., Manion, L., & Morrison, K. (2017). Validity and reliability. In Research methods
in education (pp. 245-284). Routledge

11. Cooper, D. R., & Schindler, P. S. (2016). Métodos de Pesquisa em Administragdo-12? edicao.



McGraw Hill Brasil

12. Cote, R., (2017). A Comparison of Leadership Theories in an Organizational Environment.
International Journal of Business Administration Vol. 8, No. 5; 2017. doi:10.5430/ijba. v8n5p28
13. Dahabreh, 1. J., Haneuse, S. J. A., Robins, J. M., Robertson, S. E., Buchanan, A. L., Stuart, E.
A., & Hernan, M. A. (2021). Study designs for extending causal inferences from a randomized
trial to a target population. American journal of epidemiology, 190(8), 1632-1642.

14. Dannels, S. A. (2018). Research design. In The reviewer’s guide to quantitative methods in
the social sciences (pp. 402-416). Routledge.

15. Ebongkeng, H. (2020). Organizational change and performance thesis Centria university of
applied science. Case study: African Financial Company SOFINA SA, Cameroon

16. Financial Access Survey report, (2022). Financial Access Survey.

17. Gursoy, D., Chi, O. H., Lu, L., & Nunkoo, R. (2019). Consumers accept the application of
artificially intelligent (AI) devices used in service delivery. International Journal of Information
Management, 49, 157-169.

18. Jayawardhena, C., & Foley, P. (2020). Changes in the banking sector—the case of Internet
banking in the UK. Internet research, 10(1), 19-31.

19. Kamugisha, S. (2019) Outcomes of planned organizational change in the Nigerian public
sector. Journal of Business Management, 3(2), 25-32.

20. Kiragu, R. N., (2015). Strategic Leadership and Sustainable Competitive Advantage of
Commercial Banks in Kenya. (Unpublished Masters Dissertation). University of Nairobi.

21. Liviu, T. (2021). Change management — challenge and opportunity for sustainable
development of Romanian companies. International Management Conference, 8, 466—476.

22. Loftus-Rattan, S. M., Wrightington, M., Furey, J., & Case, J. (2023). Multi-tiered system of
support: An ecological approach to school psychology service delivery. Teaching Psychology,
50(1), 77-85.

23., K., Kessels, J., Boateng, K., Baptiste, A. E. J., Mitula, P., Ekeman, E., ... & Gabrielli, A. F.
(2022). Zero-or missed-dose children in Nigeria: Contributing factors and interventions to
overcome immunization service delivery challenges. Vaccine, 40(37), 5433-5444.

24. Malik, S. H. (2013). Relationship between Leader Behaviors and Employees' Job
Satisfaction: A Path-Goal Approach. Pakistan Journal of Commerce & Social Sciences, 7(1).
25. Mansary, H. E. (2019). The role of leadership style in organizational change management: a
literature review. Journal of Human Resource Management, 7(1), 18-31.

26. Menganyi, G. M., Abayo, R., & Muraguri, C. (2023). Influence of strategic capabilities on
competitive advantage of microfinance institutions in Nairobi County, Kenya. International
Academic Journal of Human Resource and Business Administration, 4(2), 327-346.

27. Northhouse, P.G., (2019). Leadership: Theory and Practice. 8th Edn. Sage Publications. UK
28. Nwosu, K. C., Okafor, G. E., & Ngwube, A. C. (2023). Change Management and the
Productivity of Pharmaceutical Companies in South-Eastern, Nigeria. Central Asian Journal of
Innovations on Tourism Management and Finance, 4(5), 77-95

29. Orlando, J. F., Beard, M., & Kumar, S. (2021). Systematic review of patients and caregivers’
satisfaction with telehealth videoconferencing as a mode of service delivery in managing
patients’ health. PloS one, 14(8), €0221848.

30. Poister, T. (2010). The Future of Strategic Planning in the Public Sector: Linking Strategic
Management and Performance. Public Administration Review, 70(1), 246-254.

31. Pugh, L., (2019). Change Management in Information Services. Abingdon: Ashgate
Publishing Group.



32. Rigii, G. P., Ogutu, M., Awino, Z. B. & Kitiabi, R. (2020). Strategic leadership and service
delivery of county governments: The Kenyan experience. International Journal of Economics,
Commerce and Management, VI (11), 395-411.

33. Serfontein, J. J., (2010). The impact of strategic leadership on the operational strategy and
performance of business organizations in South Africa. A doctoral dissertation presented to the
University of Stellenbosch.

34. Stopford, J. (2001). Should strategy makers become dream weavers? Harvard Business
Review, 79(1), 165-169.

35. Tummers, L. L., Bekkers, V., Vink, E., & Musheno, M. (2021). Coping during public service
delivery: A conceptualization and systematic review of the literature. Journal of Public
Administration Research and Theory, 25(4), 1099-11

36. Williamson, D. A. (2018). Prevention of type 2 diabetes: what is the right target population?
Expert review of endocrinology & metabolism, 13(6), 295-305

37. Zheng, W., Yang, B., & McLean, G. N. (2020). Linking organizational culture, structure,
strategy, and organizational effectiveness: Mediating role of knowledge management. Journal of
Business Research, 6(3), 763—771.

On 8th page: (Laplume, 2008). In reference: Laplume, Sonar, and Litz (2008),
irodalomjegyzékben: Laplume, A. O., Sonpar, K., & Litz, R. A. (2008). Stakeholder theory:
Reviewing a theory that moves us. Journal of management, 34(6), 1152-1189.

The authers write it separately in the bibliography, and write the last name together when citing:
Ebong Keng, H. (2021). Organizational change and performance thesis Centriauniversity of
applied science. Case study: African Financial Company SOFINA SA, Cameroon.
irodalomjegyzékben ez az évszam: House, R.J., (1996) citiciondl a 6. oldalon House (1971)

Duplication in references:

Thomas, O. O. (2021). Change Management and its Effects on Organizational Performance of
Nigerian Telecoms Industries: Empirical Insight from Airtel Nigeria. Lagos State University
Thomas, O. O. (2021). Change Management and its Effects on Organizational Performance of
Nigerian Telecoms Industries: Empirical Insight from Airtel Nigeria. Lagos State University.
Retrieved from

http://citeseerx.ist.psu.edu/viewdoc/download?doi=10.1.1.686.2818&rep=rep 1 &type=pdf

Cited but not in the references:
. Keng (2020),

. Berger et al, 2019).

. Brown & Green, 2019

. Chen & Ting, 2002

. Flak and Dertz (2005

. Green and Smith (2019

. Howard and Sheth (1969)
. Kenora (2021

. Kenyoru's (2021

10. Kotter's (1996

11. Kungu & Ngui, 2021
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12. Maina (2018

13. Mansaray (2019)

14. Manya (2020

15. Mlanya (2020

16. Nithya & Kiruthika, 2021
17. Parasuraman et al. (1985)
18. Smith & Jones, 2020;

19. Smith (2007

20. Song (2009),

21. Sterkfontein (2010

Please rate the TITLE of this paper.
[Poor] 1-5 [Excellent]
5

Please rate the ABSTRACT of this paper.
[Poor] 1-5 [Excellent]
5

Please rate the LANGUAGE of this paper.
[Poor] 1-5 [Excellent]
4

Please rate the METHODS of this paper.
[Poor] 1-5 [Excellent]
5

Please rate the BODY of this paper.
[Poor] 1-5 [Excellent]
5

Please rate the CONCLUSION of this paper.
[Poor] 1-5 [Excellent]

5

Please rate the REFERENCES of this paper.
[Poor] 1-5 [Excellent]

1

Overall Recommendation!!!

Accepted, minor revision needed

Comments and Suggestions to the Author(s):
sources of tables are missing for example: Source: own editing

On page 22, the last 5 lines are not out of line



On page 24, it mentions only the hypotheses, after research objectives, the hypotheses are
missing

For 3 or more authors, the term et al was not always used, but the surnames of all authors were
written




